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Abstract 


Supporting  end  users  within  large  organizations  is  becoming 
increasingly  difficult.  Ensuring  that  IT  support  infrastructures  can 
cater  for  complex,  rapidly  changing,  multivendor,  multiplatform  IT 
environments  demands  vast  resources.  Large  organizations 
encounter  problems  controlling  the  costs  of  their  IT  help  desks  and 
ensuring  that  they  have  the  necessary  skills  in-house  to  support 
users. 

This  report  provides  a  comprehensive  assessment  of  the  market  for 
IT  help  desk  services  in  the  US  today,  and  identifies: 

•  The  dynamics  which  are  shaping  the  help  desk  market  today 

•  The  nature  and  scope  of  help  desk  services 

•  Buyer  attitudes  to  IT  help  desk  services 

•  The  propensity  of  large  organizations  to  purchase  IT  help  desk 
services  from  external  suppliers. 
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Introduction 


A  

Objectives 

Supporting  end  users  within  large  organizations  is  becoming  an 
increasingly  difficult.  Ensuring  that  IT  support  infrastructures  can  cater 
for  complex,  rapidly  changing,  multivendor,  multiplatform  IT 
environments  demands  vast  resources.  Large  organizations  encounter 
problems  controlling  the  costs  of  their  IT  help  desks  and  ensuring  that 
they  have  the  necessary  skills  in-house  to  support  users. 

Furthermore,  an  increasing  proportion  of  mission  critical  business 
processes  are  now  underpinned  by  shrink-wrapped  IT  products. 
Consequently,  the  propensity  for  large  organizations  to  purchase  IT  help 
desk  services  from  external  suppliers  is  increasing. 

The  purpose  of  this  report  is  to  provide  a  comprehensive  assessment  of 
the  market  for  IT  help  desk  services  in  the  United  States  today,  and  to 
identify: 

•  The  major  dynamics  which  are  shaping  the  help  desk  market  today. 

•  The  propensity  of  large  organizations  to  purchase  IT  help  desk 
services  from  external  suppliers. 

•  The  nature  and  scope  of  help  desk  services. 

•  Buyer  attitudes  to  IT  help  desk  services. 


SC18U 


©  1998  by  INPUT.  Reproduction  Prohibiled. 


1 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S. 


INPUT 


B  

Definitions 

For  the  purposes  of  this  project,  INPUT  defines  IT  help  desk  services  as  a 
set  of  activities  which  support  IT  infrastructures  and  use  a  single  point  of 
contact  to  interface  with  those  who  require  support. 

IT  help  desk  services  include  the  planning  and  design  of  help  desks,  help 
desk  implementation  and  integration,  the  support  of  help  desk  software 
and  hardware,  and  the  operation  of  the  help  desk. 

Help  desk  operational  activities  include  the  provision  of  first,  second  and 
third  line  support,  additional  capacity  at  times  of  high  usage,  product 
specific  support,  platform  specific  support,  and  the  provision  of  all 
helpdesk  operations  by  an  external  vendor. 

First,  second  and  third  line  help  desk  support  can  be  described  as  follows: 

•  First  line  support  relates  to  the  first  contact  with  a  helpdesk.  Most 
problems  are  resolved  at  this  point  and  the  support  analyst  can 
typically  resolve  it  without  additional  support. 

•  If  a  problem  cannot  be  resolved  at  the  first  line,  it  is  escalated  to 
the  second  line.  Second  line  support  usually  involves,  specialist  help, 

•  If  a  problem  cannot  be  resolved  at  the  second  line,  it  is  escalated  to 
the  third  line.  At  this  level  support  normally  requires  escalation  to 
the  software  or  hardware  vendor  who  has  supplied  the  IT  system(s) 
being  supported  and  would  involve  changing  code  within  a  software 
program  or  reconfiguring  hardware. 
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Research  Methodology 


INPUT  interviewed  90  buyers  of  IT  help  desk  services  in  February/March 
1998.  Respondents  were  sampled  from  the  financial  services, 
manufacturing  and  retail  sectors. 

Respondents  were  IT  Directors  or  IT  managers  employed  by  enterprises 
with  annual  revenues  in  excess  of  $100  million. 

Exhibit  I-l  shows  how  the  respondents  were  split  by  industry. 


Exhibit  1-1 


Sample  Split  by  Industry 


Category 


Number  of  Respondents 


Financial  Sector 


30 


Manufacturing  Sector 


30 


Retail  Sector 


30 


SourceilNPUT 


SC18U 


©  1998  by  INPUT.  Reproduction  Prohibited. 


3 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S. 


INPUT 


P  

Report  Structure 

The  remaining  chapters  of  this  report  are  as  follows: 

•  Chapter  II  is  an  executive  summary  which  provides  a  summary  of  the 
key  findings  of  the  study. 

•  Chapter  III  analyzes  the  current  state  of  the  help  desk  services 
market  and  how  it  will  develop  over  the  next  five  years.  Additionally, 
it  examines  the  dynamics  that  shape  it. 

•  Chapter  IV  analyzes  the  help  desk  services  industry.  Additionally,  it 
examines  user  perceptions  of  suppliers  of  help  desk  services  and  their 
selection  criteria. 

•  Chapter  V  analyzes  buyer  attitudes  towards  help  desk  services. 

•  Appendix  A  contains  the  questionnaire  used  for  this  study. 

•  Appendix  B  defines  INPUT'S  view  of  the  IT  customer  services  market, 
and  provides  detailed  definitions  of  service  sectors  and  delivery  modes. 
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Related  INPUT  Reports 

Other  INPUT  reports  which  address  topics  related  to  the  subjects 
discussed  here  include  the  following: 

IT  Customer  Services  and  Support  Market  Analysis  1997-2002. 

The  Future  of  Network  Management  and  Support,  United  States  1997. 

Desktop  Services  Opportunities  in  the  United  States,  1997. 

Evaluation  of  Business  Continuity  Services  in  the  US. 

US  Call  Center  Operations,  Requirements  and  Opportunities,  1997. 

Supporting  the  Networked  Enterprise,  Europe  1996-2000. 


SC18U 


©  1998  by  INPUT.  Reproduction  Prohibited. 


5 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S.  'NPUT 


(Blank  Page) 


6 


©1998  by  INPUT.  Reproduction  Prohibited. 


SC18U 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S. 


INPUT 


Executive  Summary 


Supporting  end  users  within  large  organizations  is  becoming  increasingly 
difficult.  Ensuring  that  IT  support  infrastructures  can  cater  for  complex, 
rapidly  changing,  multivendor,  multiplatform  IT  environments  demands 
vast  resources.  Large  organizations  encounter  problems  controlling  the 
costs  of  their  IT  help  desks  and  ensuring  that  they  have  the  necessary 
skills  in-house  to  support  users. 

Furthermore,  an  increasing  proportion  of  mission  critical  business 
processes  are  now  underpinned  by  shrink-wrapped  IT  products. 
Consequently,  the  propensity  for  large  organizations  to  purchase  IT  help 
desk  services  from  external  suppliers  is  increasing. 

IT  services  suppliers  are  now  responding  to  the  growing  demand  for  IT 
help  desk  services.  Typically  IT  help  desk  services  are  purchased  as  a 
component  of  a  larger  support  service.  However,  increasingly  buyers  view 
the  IT  help  desk  as  the  l3nichpin  of  their  support  infrastructures. 

Against  this  background,  INPUT  research  reveals  that: 

•  The  IT  help  desk  services  market  will  be  worth  $8  billion  in  2003. 

•  There  is  an  increasing  propensity  to  subcontract  first  line  IT  help 
desk  operations. 

•  The  scope  of  help  desk  activities  is  broadening  as  the  IT  help  desk 
is  increasingly  viewed  as  essential  to  offering  the  highest  levels  of 
IT  availability. 

•  Satisfaction  levels  with  first  line  help  desk  operational  services  are 
particularly  high. 
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A_  

IT  Help  Desk  Services  Market  Growth 

Exhibit  II- 1  shows  that  the  IT  help  desk  services  market  will  grow  from 
$2.7  bilHon  in  1998  to  $8  billion  in  2003  at  24%  CAGR. 


Exhibit  11-1 

US  Help  Desk  Services  Market,  1998-2003 
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IT  help  desk  services  market  growth  will  largely  be  driven  by: 

•  The  increasing  cost  effectiveness  of  subcontracting  IT  help  desk 
services  to  external  suppliers.  As  an  increasing  proportion  of  IT 
products  are  shrink-wrapped  so  external  suppliers  can  offer  help 
desk  services  centered  around  packaged  products  to  buyers  at 
prices  which  are  perceived  to  offer  good  value. 

•  The  lack  of  in-house  expertise  to  support  the  variety  of  products 
which  are  typically  used  in  today's  multivendor,  multiplatform 
enterprise  IT  environments. 

•  The  difficulty  in  recruiting  employees  with  the  necessary  expertise. 
The  shortage  of  many  skills  has  also  resulted  in  support  staff 
demanding  salaries  which  are  perceived  to  be  too  high. 
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•  The  ability  of  many  suppliers  to  offer  service  levels  which  in-house 
help  desks  cannot  meet.  For  example,  many  help  desk  services 
suppliers  offer  guaranteed  telephone  response  times  and  problem 
resolution  times. 

The  main  inhibitors  to  the  growth  of  the  IT  help  desk  services  market  are: 

•  The  lack  of  expertise  from  external  suppliers  which  relates  to 
specific  IT  environments.  For  example,  many  enterprises  use 
customized  applications  for  which  there  is  no  external  expertise. 

•  Many  buyers  believe  that  in-house  help  desks  cost  less.  However, 
buyers  frequently  do  not  calculate  the  full  costs  of  an  inefficient  in- 
house  help  desk  in  terms  of  lost  productivity. 

•  The  perceived  importance  of  maintaining  IT  expertise  in-house. 

•  Security  concerns. 

IT  help  desk  services  are  sold  in  many  different  ways.  The  market  can  be 
split  into  the  following  IT  help  desk  lifecycle  services: 

•  IT  help  desk  planning  an  design  services. 

•  IT  help  desk  implementation  services. 

•  The  support  of  IT  help  desk  software  and  hardware. 

•  The  operation  of  IT  help  desks. 

The  fastest  growing  and  largest  segment  is  the  IT  help  desk  operations 
market  which  can  further  be  broken  down  into: 

•  First  line  help  desk  operations. 

•  Second  line  help  desk  operations. 

•  Third  line  help  desk  operations. 

Typically,  buyers  purchase  a  mix  of  IT  help  desk  services.  Usually  large 
enterprises  will  seek  advice  on  the  planning  and  design,  implementation 
and  support  of  their  IT  help  desks  from  help  desk  software  vendors,  such 
as  Remedy  and  Clarify,  and  professional  services  firms  such  as  Andersen 
Consulting. 
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B  

Propensity  to  Subcontract  IT  Help  Desk  Operations 

The  main  trend  in  the  IT  help  desk  services  market,  however,  is  the 
propensity  of  buyers  to  subcontract  an  increasing  proportion  of  their  help 
desk  operations. 

At  present,  most  large  enterprises  will  subcontract  a  third  line  help  desk 
for  shrink-wrapped  IT  products.  They  will  typically  maintain  some  third 
line  expertise  in-house  for  the  support  of  customized  applications.  The 
operation  of  first  and  second  line  help  desks  typically  remains  in-house. 

However,  as  an  increasing  proportion  of  IT  products  which  underpin 
mission  critical  business  processes  become  shrink-wrapped,  sourcing 
expertise  from  external  vendors  will  become  increasingly  feasible.  Hence, 
the  proportion  of  buyers  sourcing  first  line  help  desk  services  from 
external  suppHers  will  double  over  the  next  two  years. 

At  present,  only  10%  of  large  organizations  subcontract  first  line  help 
desk  operations  to  external  suppliers  and  approximately  30%  subcontract 
second  line  help  desk  support.  Exhibit  II-2  shows  that  the  proportion  of 
large  organizations  which  subcontract  their  first  line  help  desks  will 
double  over  the  next  two  years  and  that  50%  of  large  organizations  will 
subcontract  their  second  line  help  desks. 
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Exhibit  11-2 


Proportion  of  Enterprises  Subcontracting  Help  Desk  Operations 

1998  &  2000 
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The  nature  of  a  buyer's  IT  infrastructure  determines  the  feasibihty  of 
subcontracting  first  hne  help  desk  support.  This  depends  on  the  level  of 
customization  which  has  taken  place  within  the  enterprise.  If  an 
organization  has  a  highly  customized  IT  infrastructure  and  knowledge 
relating  to  this  customization  remains  in-house,  it  is  generally  not  cost 
effective  to  subcontract  first  line  help  desks.  However,  large  organizations 
increasingly  depend  on  packaged  IT  products.  If  an  enterprise  IT 
environment  comprises  largely  of  packaged  IT  products,  it  is  typically  cost 
effective  to  subcontract  this  activity. 

Current  technology  allows  help  desks  in  different  locations  to  be 
integrated.  It  is  increasingly  apparent  that  subcontracting  second  line 
help  desk  services  is  cost  effective  for  many  organizations.  The  skills 
required  at  this  level  are  increasingly  expensive  and  retaining  this 
activity  in-house  is  becoming  difficult  to  justify.  It  is  now,  in  many  cases, 
cost  effective  to  escalate  unresolved  problems  from  in-house  first  line  help 
desks  to  second  line  help  desks  which  are  managed  by  external  suppliers. 

The  growth  in  the  proportion  of  large  organizations  which  subcontract 
third  line  help  desks  between  1998  and  2000  will  be  modest.  This  can  be 
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explained  by  the  frequent  need  to  keep  some  third  Hne  expertise  in-house 
for  the  support  of  customized  applications. 

Given  the  relatively  low  propensity  to  subcontract  first  line  help  desk 
services,  many  vendors  have  focused  on  the  provision  of  second  and  third 
line  help  desk  services  which  are  closely  integrated  with  in-house  first 
line  help  desk  services..  For  example,  Decision  One's  CallOne  suite  of 
services  offers  a  Second  Level  Support  option.  This  offering  provides 
technical  support  for  corporate  help  desk  staff  when  they  are  unable  to 
resolve  problems  at  the  first  line. 

Other  forms  of  operational  services  are  becoming  popular.  Many  buyers 
wish  to  continue  their  help  desk  operations  outside  office  hours  but  do  not 
wish  to  manage  this  themselves.  Furthermore,  within  business  hours, 
buyers  often  encounter  capacity  problems  with  their  in-house  help  desks. 

Vendors  have  responded  by  offering  services  which  seek  to  address  these 
issues.  Buyers  can  purchase  operational  help  desk  services  which  support 
them  only  when  they  encounter  capacity  problems  or  outside  business 
hours.  Indeed,  INPUT  research  indicates  that  10%  of  enterprises  with 
annual  revenues  in  excess  of  $100  million  purchase  operational  help  desk 
services  for  additional  capacity. 

Buyers  may  also  discover  that  it  is  cost  effective  to  subcontract  the 
support  of  specific  products.  In  fact,  nearly  50%  of  large  enterprises 
subcontract  help  desk  services  for  at  least  one  specific  product.  For 
example,  few  enterprises  are  able  to  offer  in-house  SAP  expertise.  For  this 
reason,  most  organizations  with  SAP  implementations  will  source  all 
SAP-related  support  from  external  vendors. 

INPUT  research  reveals  that  the  average  costs  per  annum  of  helpdesk 
services  for  firms  with  revenues  in  excess  of  $100  million  is  approximately 
$1  million.  Note  that  there  is  wide  variation  in  the  amount  spent  on  help 
desk  services.  Variables  such  as  the  degree  of  software  customization  and 
the  importance  of  IT  to  mission  critical  business  processes  profoundly 
affect  the  amount  spent  on  IT  help  desk  services  per  annum. 

input's  survey  also  identified  some  typical  prices  that  buyers  might 
expect  to  pay  for  help  desk  operations. 
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Exhibit  II-3  shows  the  average  prices  which  buyers  can  expect  to  pay  for 
help  desk  operational  services  which  are  purchased  from  external  vendors 
and  paid  for  on  a  per  incident/call  basis. 


Average  Cost  Per  Incident/Call  for  Help  Desk  Operations 
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Note  that  the  amount  spent  on  help  desk  operations  also  varies  widely 
depending  on  factors  such  as  the  amount  of  customized  software  which 
needs  to  be  supported  and  buyer  availability  requirements. 

Given  that  the  cost  of  resolving  problems  at  first  line  help  desks  is 
approximately  one-tenth  of  the  cost  of  resolving  problems  at  third  line 
help  desks,  buyers  should  focus  on  establishing  a  help  desk  infrastructure 
in  which  between  80%  and  90%  of  problems  are  resolved  at  the  first  line. 
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c  

Scope  of  IT  Help  Desk 

A  growing  proportion  of  mission  critical  business  activities  are 
underpinned  by  IT.  Hence,  enterprises  are  increasingly  dependent  on 
their  IT  infrastructures  and  can  ill  afford  system  downtime.  For  this 
reason,  enterprises  seek  more  than  solely  reactive  break/fix  support;  they 
require  proactive  services  which  prevent  problems  from  disrupting 
business  processes  in  the  first  place. 

Today's  IT  help  desks  can  bring  together  a  variety  of  internal  IT 
operations  and  work  to  ensure  the  highest  possible  levels  of  availability. 
For  example,  many  help  desks  now  offer  network  and  systems 
management  capabilities  which  can  proactively  identify  problems  before 
they  occur  and  invoke  resolutions.  Additionally,  information  which  is 
logged  by  help  desks  can  be  used  to  enhance  products  or  business 
processes. 
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Exhibit  II-4  illustrates  the  proportion  of  enterprises  with  revenues  in 
excess  of  $100  million  which  currently  integrate  additional  operational  IT 
functions  into  their  help  desk  infrastructures.  By  2000,  the  proportion  of 
such  activities  which  are  integrated  into  help  desk  infrastructures  will 
have  increased  substantially. 


Exhibit  11-4 

Proportion  of  Enterprises  Integrating  Operational  IT  Functions  into  Help  Desks 
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For  many  IT  help  desks,  service  levels  relate  purely  to  telephone  response 
times  and  abandon  rates.  Focusing  on  these  service  levels  will  not 
necessarily  improve  the  effectiveness  of  IT  help  desks.  For  example,  if  a 
help  desk  loses  one  agent,  response  times  and  abandon  rates  will 
temporarily  rise.  However,  customers  who  experience  long  response  times 
will  abandon  their  calls  and  attempt  to  contact  the  help  desk  less 
frequently.  Hence,  help  desk  managers  can  meet  required  response  times 
and  abandon  rates  over  time  by  providing  less  support.  The  number  of 
calls  received  by  a  help  desk  in  conjunction  with  abandon  rates  and 
response  times  offers  a  more  accurate  picture  of  help  desk  performance. 
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Although  response  times  and  abandon  rates  will  remain  as  important 
services  levels,  buyers  increasingly  view  help  desk  services  as  a 
component  of  a  larger  service  which  is  designed  to  meet  more  general 
service  levels. 

Indeed,  the  IT  help  desk  is  becoming  the  central  lynchpin  of  the 
enterprise  IT  infrastructure.  Buyers  must  identify  their  internal  IT 
operations  and  determine  where  value  can  be  added  by  integrating  these 
operations  v^th  IT  help  desks.  In  doing  so,  buyers  increasingly  seek 
service  levels  in  the  follov^dng  areas: 

•  The  amount  of  uptime  which  is  required  to  meet  business 
objectives. 

•  Maximum  problem  resolution  times  which  are  required  to  meet 
business  objectives. 

•  The  number  of  calls  received  by  the  help  desk. 

Meeting  these  services  levels  will  offer  a  more  accurate  reflection  of  the 
contribution  of  help  desk  services  to  large  organizations.  Importantly, 
buyers  recognize  the  value  of  each  of  these  service  levels  and  are  usually 
veiling  to  pay  for  enhancements  to  these  service  levels.  For  example, 
many  buyers  will  pay  disproportionately  more  if  suppliers  can  offer  to: 

•  Respond  to  95%  of  calls  within  10  seconds  instead  of  responding  to 
90%  of  calls  within  15  seconds. 

•  Resolve  85%  of  problems  within  5  minutes  instead  of  resolving  80% 
of  calls  wdthin  7  minutes. 

Furthermore,  these  service  levels  are  increasingly  seen  as  part  of  an 
overall  availability  guarantee.  Buyers  who  depend  on  IT  to  support 
mission  critical  business  processes  are  seeking  suppliers  who  can 
guarantee  that,  they  will  experience  less  than  5  hours  downtime  per 
annum.  Tightening  service  levels  which  relate  specifically  to  the  IT  help 
desk  is  one  way  of  increasing  guaranteed  levels  of  availability. 

The  Internet  can  now  be  used  to  complement  help  desks  by  offering  users 
an  alternative  channel  for  problem  resolution.  Increasingly,  the  Internet 
is  being  used  as  a  means  of  reducing  call  volume  to  first  line  help  desks, 
enabling  help  desk  support  to  be  offered  more  cost  effectively.  For 
example,  solutions  to  all  problems  which  have  been  resolved  by  help  desks 
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can  be  made  available  on  a  Web  site.  If  buyers  find  solutions  to  their 
problems  in  such  repositories,  the  cost  of  their  support  will  fall. 


Indeed,  40%  of  enterprises  with  revenues  in  excess  of  $100  million  use  the 
Internet  as  a  means  of  reducing  call  volume. 

INPUT  asked  buyers  of  help  desk  services  to  indicate  on  a  scale  of  1  to  5 
(where  1  =  very  low  and  5  =  very  high)  the  extent  to  which  they  believe 
that  the  Internet  will  support  their  help  desks  in  2000.  Three  quarters  of 
respondents  believe  that  the  Internet  will  support  their  help  desks  to  a 
significant  extent  (see  Exhibit  II-5).  Hence  buyers  of  help  desk  services 
must  consider  using  the  Internet  to  complement  their  help  desks  and,  if 
so,  the  functionality  which  it  will  offer. 


Exhibit  11-5 


Extent  to  which  Internet  will  Support  Help  Desks  in  2000 
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P  

Buyer  Attitudes  to  IT  Help  Desk  Services 

Buyer  satisfaction  is  relatively  low  for  planning  and  design  services, 
implementation  and  installation  services,  and  help  desk  hardware  and 
software  support  services. 

Interestingly,  satisfaction  is  higher  for  help  desk  operational  services. 
This  can  be  explained  by  the  fact  that  buyers  of  help  desk  operational 
services  tend  to  be  more  dependent  on  shrink  wrapped  products  than 
those  who  purchase  the  other  types  of  help  desk  services  in  isolation. 
Many  manufacturers  of  shrink-wrapped  products  have  introduced 
accreditation  schemes  which  are  designed  to  ensure  that  the  standard  of 
help  desk  support  for  their  products  is  high  when  delivered  by  third 
parties.  It  seems  that  by  ensuring  that  help  desk  services  providers  have 
accreditation  for  the  products  to  be  supported,  high  satisfaction  levels  are 
likely. 

Exhibit  II-6  shows  the  levels  of  satisfaction  and  importance  which  buyers 
attributed  to  each  of  the  four  elements  of  the  help  desk  services  lifecycle. 


Exhibit  11-6 

Attitudes  Toward  Help  Desk  Lifecycle  Services 
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INPUT  research  reveals  that  product  specific  expertise  combined  with 
broad  technical  coverage  are  the  most  important  attributes  of  help  desk 
services.  Furthermore,  satisfaction  levels  are  low  relative  to  importance 
ratings  for  these  two  attributes.  Hence,  suppliers  must  have  the 
necessary  depth  of  knowledge  in  products  to  be  supported  as  well  as  the 
breadth  of  expertise  to  cover  the  many  products  that  make  up  the 
typically  multivendor  buyer  IT  environments. 
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In  addition  to  determining  the  depth  and  breadth  of  the  technical 
coverage  required,  vendors  must  also  ensure  that  they  can  offer  broad 
coverage  in  terms  of  time  and  geography.  For  many  of  today's  large 
enterprises,  it  is  important  that  a  consistent  service  is  delivered  to  all 
business  units,  many  of  which  are  located  in  different  geographies. 
Additionally,  the  ability  of  suppliers  to  offer  help  desk  support  24  hours 
per  day,  7  days  a  week  is  becoming  essential  as  an  increasing  proportion 
of  mission  critical  business  activities  are  underpinned  by  IT. 

Few  organizations  ascertain  the  true  costs  of  their  support  infrastructures 
in  terms  of  lost  productivity  and  other  hidden  costs,  so  external  help  desk 
services  costs  are  often  perceived  to  be  high.  Hence,  many  buyers  are  not 
yet  fully  satisfied  with  the  ability  of  externally  purchased  help  desk 
services  to  lower  overall  help  desk  costs.  This  will  change  as  buyers 
increasingly  recognize  the  benefits  which  enterprise  help  desks  can  offer 
to  businesses. 

Exhibit  II-7  illustrates  buyer  satisfaction  and  importance  levels  which  can 
be  attributed  to  a  number  of  help  desk  services  characteristics. 


Exhibit  11-7 

Benefits  Achieved  from  Externally  Purchased  Help  Desk  Services 
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Of  those  buyers  who  purchase  first  hne  help  desk  services,  INPUT 
research  reveals  that  satisfaction  levels  are  high. 

Buyer  satisfaction  is  also  high  for  second  and  third  line  help  desk 
operations  which  are  purchased  externally.  However,  satisfaction  for 
more  limited  services  such  as  product  specific  support  is  lower.  This  can 
be  explained  by  the  fact  that  buyers  who  subcontract  first  line  help  desk 
operations  typically  subcontract  the  entire  help  desk  function.  If  a  vendor 
is  managing  the  entire  help  desk  function,  there  will  usually  be  fewer 
problems  with  integrating  different  help  desk  activities.  Additionally,  it  is 
likely  that  most  of  these  buyers  have  IT  environments  which  largely 
comprise  of  packaged  IT  products. 

Exhibit  II-8  illustrates  satisfaction  and  importance  levels  attributed  by 
buyers  to  help  desk  operations. 


Exhibit  11-8 

Attitudes  Toward  Help  Desk  Operations 
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As  an  increasing  proportion  of  buyers  subcontract  all  help  desk  operations 
to  external  suppliers,  satisfaction  levels  with  second  and  third  line  help 
desk  support  will  rise. 
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Market  Development 


This  chapter  analyses  the  current  state  of  the  help  desk  services  market 
and  how  it  will  develop  over  the  next  five  years.  Additionally,  it  examines 
the  dynamics  that  shape  it. 


IT  Help  Desk  Services  Market  Growth 


Exhibit  III-l  shows  that  the  US  IT  help  desk  services  market  will  grow 
from  $2.7  billion  in  1998  to  $8  billion  in  2003  at  24%  CAGR. 


Exhibit  III-l 


US  Help  Desk  Services  Market,  1998-2003 


(fl 

0 


CO 
N 


10 


6  - 


C/3  4 


2  - 


2.7 


CAGR  24% 


1998 


2003 


Source:  INPUT 


21 


©1998  by  INPUT.  Reproduction  Prohibited. 


SC18U 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S. 


INPUT 


Approximately  60%  of  expenditure  on  externally  supplied  IT  help  desk 
services  is  spent  on  IT  help  desk  operations.  This  will  rise  to 
approximately  70%  of  IT  help  desk  services  expenditure  by  2003. 

Exhibit  III-2  shows  the  market  for  operational  IT  help  desk  services  in  the 
United  States  in  1998  and  2003. 


Exhibit  III-2 

Market  for  IT  Help  Desk  Operations,  United  States  1998-2003 
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Furthermore,  approximately  70%  of  1998  expenditure  on  IT  help  desk 
operations  can  be  attributed  to  third  line  help  desk  services.  However,  by 
2003,  55%  of  the  IT  help  desk  operations  market  v^dll  be  attributable  to 
first  and  second  line  help  desk  services. 
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Exhibit  III-3  segments  the  IT  help  desk  operations  market  by  level  of 
escalation. 


Exhibit  III-3 


IT  Help  Desk  Operations  Split  by  Level  of  Escalation,  Europe  1998-2003 
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The  market  for  first  and  second  line  IT  help  desk  operations  will  grow  at 
44%  CAGR  over  the  next  five  years.  This  represents  a  huge  opportunity 
for  IT  help  desk  services  vendors. 


B  

Factors  Shaping  the  IT  Help  Desk  Services  Market 

IT  help  desk  services  market  growth  will  largely  be  driven  by: 

•  The  increasing  cost  effectiveness  of  subcontracting  IT  help  desk 
services  to  external  suppliers.  As  an  increasing  proportion  of  IT 
products  are  shrink-wrapped  so  external  suppliers  can  offer  help 
desk  services  centered  around  packaged  products  to  buyers  at 
prices  which  are  perceived  to  offer  good  value. 
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•  The  lack  of  in-house  expertise  to  support  the  variety  of  products 
which  are  typically  used  in  today's  multivendor,  multiplatform 
enterprise  IT  environments. 

•  Increasing  dependence  on  IT  which  is  increasing  the  support 
burden  for  most  organizations. 

•  The  difficulty  in  recruiting  employees  with  the  necessary  expertise. 
The  shortage  of  many  skills  has  also  resulted  in  support  staff 
demanding  salaries  which  are  perceived  to  be  too  high. 

•  The  ability  of  many  suppliers  to  offer  service  levels  which  in-house 
help  desks  cannot  meet.  For  example,  many  help  desk  services 
suppliers  offer  guaranteed  telephone  response  times  and  problem 
resolution  times. 


INPUT  asked  IT  help  desk  services  buyers  to  indicate  their  reasons  for 
subcontracting  help  desk  activity.  Exhibit  III-4  illustrates  the  major 
reasons  for  subcontracting  IT  help  desk  activities. 


Exhibit  III-4 
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The  main  inhibitors  to  the  growth  of  the  IT  help  desk  services  market  are: 

•  The  lack  of  expertise  from  external  suppliers  which  relates  to 
specific  IT  environments.  For  example,  many  enterprises  use 
customized  applications  for  which  there  is  no  external  expertise, 

•  Many  buyers  believe  that  in-house  help  desks  cost  less.  However, 
buyers  frequently  do  not  calculate  the  full  costs  of  an  inefficient  in- 
house  help  desk  in  terms  of  lost  productivity. 

•  The  perceived  importance  of  maintaining  IT  expertise  in-house. 

•  Security  concerns. 

INPUT  asked  IT  help  desk  services  buyers  to  indicate  their  reasons  for 
keeping  some  IT  help  desk  activities  in-house.  Exhibit  III-5  illustrates  the 
major  reasons  for  keeping  IT  help  desk  activities  in-house. 


Exhibit  III-5 

Reasons  for  Keeping  IT  Help  Desk  Activities  In-House 
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Help  Desk  Service  Types 

Help  desk  services  can  be  broken  down  into: 

•  Planning  and  design. 

•  Implementation  and  installation. 

•  Help  desk  hardware  and  software  support. 

•  Operations. 

Many  enterprises  now  reengineer  their  help  desk  processes  in  order  to 
implement  operational  improvements  within  their  increasingly  complex 
IT  environments.  The  rapidly  changing  nature  of  available  help  desk 
technology  and  the  multitude  of  potential  help  desk  options  are  driving 
demand  for  help  desk  planning  and  design  services.  Many  help  desk 
services  vendors  now  offer  to  evaluate  the  help  desk  processes  of  large 
organizations  and  offer  specific  recommendations  to  enable  buyers  to  meet 
their  help  desk  reengineering  objectives. 

Increasingly,  buyers  seek  to  automate  or/and  integrate  existing  help 
desks,  install  new  help  desks  and  maximize  help  desk  productivity 
leading  to  growth  in  demand  for,  and  hence  the  provision  of,  help  desk 
integration  services.  Such  services  include: 

•  The  management  of  help  desk  implementations,  which  seeks  to 
minimize  interruptions  to  business  processes  during 
implementations,  and  help  to  ensure  project  success. 

•  Hardware  and  software  installation  and  configuration. 

The  multiplatform,  multivendor,  multi-site  nature  of  many  help  desk 
infrastructures  is  leading  to  growth  in  the  provision  of  support  services 
for  help  desk  hardware  and  software. 
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Exhibit  III-6  illustrates  the  proportions  of  enterprise  buyers  who  purchase 
planning  and  design,  implementation  and  installation,  and  support 
services  for  their  IT  help  desks  from  external  suppliers. 

Exhibit  III-6 

Proportion  of  Help  Desk  Services  Purchased  from  External  Suppliers,  1998 
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Exhibit  III- 7  shows  the  proportions  of  different  types  of  help  desk 
operations,  which  are  currently  subcontracted  to  external  suppliers. 

At  present,  only  10%  of  large  organizations  subcontract  first  line  help 
desk  operations  to  external  suppliers  and  approximately  30%  subcontract 
second  line  help  desk  support. 


Exhibit  III-7 


Proportion  of  Enterprises  Subcontracting  Help  Desk  Operations  1998 
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The  nature  of  a  buyer's  IT  infrastructure  determines  the  feasibility  of 
subcontracting  first  line  help  desk  support.  This  depends  on  the  level  of 
customization,  which  has  taken  place  within  the  enterprise.  If  an 
organization  has  a  highly  customized  IT  infrastructure  and  knowledge 
relating  to  this  customization  remains  in-house,  it  is  generally  not  cost 
effective  to  subcontract  first  line  help  desks.  However,  large  organizations 
increasingly  depend  on  packaged  IT  products.  If  an  enterprise  IT 
environment  comprises  largely  of  packaged  IT  products,  it  is  typically  cost 
effective  to  subcontract  this  activity. 

Current  technology  allows  help  desks  in  different  locations  to  be 
integrated.  It  is  increasingly  apparent  that  subcontracting  second  line 
help  desk  services  is  cost  effective  for  many  organizations.  The  skills 
required  at  this  level  are  increasingly  expensive  and  retaining  this 
activity  in-house  is  becoming  difficult  to  justify  in  terms  of  cost.  It  is  now, 
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in  many  cases,  cost  effective  to  escalate  unresolved  problems  from  in- 
house  first  line  help  desks  to  second  line  help  desks,  which  are  managed 
by  external  suppliers. 

Other  forms  of  operational  services  are  becoming  popular.  Many  buyers 
wish  to  continue  their  help  desk  operations  outside  office  hours  but  do  not 
wish  to  manage  this  themselves.  Furthermore,  within  business  hours, 
buyers  often  encounter  capacity  problems  with  their  in-house  help  desks. 

Vendors  have  responded  by  offering  services,  which  seek  to  address  these 
issues.  Buyers  can  purchase  operational  help  desk  services,  which  support 
them  only  when  they  encounter  capacity  problems  or  outside  business 
hours.  Indeed,  INPUT  research  indicates  that  10%  of  enterprises  with 
annual  revenues  in  excess  of  $100  million  purchase  operational  help  desk 
services  for  additional  capacity. 

Buyers  may  also  discover  that  it  is  cost  effective  to  subcontract  the 
support  of  specific  products.  In  fact,  nearly  50%  of  large  enterprises 
subcontract  help  desk  services  for  at  least  one  specific  product.  For 
example,  few  enterprises  are  able  to  offer  in-house  SAP  expertise.  For  this 
reason,  most  organizations  with  SAP  implementations  will  source  all 
SAP-related  support  from  external  vendors. 

In  two  years,  the  proportion  of  enterprises  which  subcontract  their  first 
line  help  desks  will  have  doubled.  The  help  desk  services  market  can  be 
expected  to  mature  considerably  over  the  next  few  years  and  shrink- 
wrapped  software  will  become  more  widespread  within  large  enterprises. 
Hence,  buyers  will  benefit  from  price  competition  and  offerings,  which 
match  their  needs.  Consequently,  the  propensity  for  enterprises  to 
subcontract  their  first  line  help  desk  activity  will  increase. 
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Exhibit  III-8  shows  the  proportion  of  enterprises  with  revenues  in  excess 
of  $100  million,  which  can  be  expected  to  subcontract  their  various 
operational  help  desk  activities  in  2000. 


Exhibit  III-8 

Proportion  of  Enterprises  Subcontracting  Help  Desks,  2000 
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D  

IT  Help  Desk  Services  Costs 

INPUT  research  reveals  that  the  average  costs  per  annum  of  help  desk 
services  for  firms  with  revenues  in  excess  of  $100  million  is  approximately 
$1  million. 

Furthermore,  INPUT'S  survey  identified  some  typical  prices  that  buyers 
might  expect  to  pay  for  help  desk  operations. 
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Exhibit  III-9  shows  the  average  prices  which  buyers  can  expect  to  pay  for 
help  desk  operational  services  which  are  purchased  from  external  vendors 
and  paid  for  on  a  per  incident/call  basis. 


Exhibit  III-9 


Average  Cost  Per  Incident/Call  for  Help  Desk  Operations 
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Note  that  the  amount  spent  on  help  desk  operations  varies  widely 
depending  on  factors  such  as  the  complexity  of  software  products  to  be 
supported  and  buyer  availability  requirements.  INPUT  estimates  that  the 
average  cost  of  first  line  support  for  the  least  complex  packaged  products, 
such  as  MS  Office  products,  is  approximately  $10  per  incident.  Note  that 
virtually  all  problems  relating  to  these  less  complex  products  are  resolved 
at  the  first  line. 

Given  that  the  cost  of  resolving  problems  at  first  line  help  desks  is 
approximately  one-tenth  of  the  cost  of  resolving  problems  at  third  line 
help  desks,  buyers  should  focus  on  establishing  a  help  desk  infrastructure 
in  which  between  80%  and  90%  of  problems  are  resolved  at  the  first  line. 
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Scope  of  IT  Help  Desk  Services 

Enterprises  are  increasingly  dependent  on  their  IT  infrastructures  and 
can  ill  afford  system  downtime.  For  this  reason,  enterprises  seek  more 
than  solely  reactive  break/fix  support  -  they  require  proactive  services 
which  prevent  problems  from  disrupting  business  processes  in  the  first 
place. 

Today's  IT  help  desks  can  bring  together  a  variety  of  internal  IT 
operations  and  work  to  ensure  the  highest  possible  levels  of  availability. 
For  example,  many  help  desks  now  offer  network  and  systems 
management  capabilities,  which  can  proactively  identify  problems  before 
they  occur  and  invoke  resolutions.  Additionally,  information  which  is 
logged  by  help  desks  can  be  used  to  enhance  products  or  business 
processes. 
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Exhibit  III- 10  illustrates  the  proportion  of  enterprises  with  revenues  in 
excess  of  $100  million  which  currently  integrate  additional  operational  IT 
functions  into  their  help  desk  infrastructures.  By  2000,  the  proportion  of 
such  activities  which  are  integrated  into  help  desk  infrastructures  will 
have  increased  substantially. 


Exhibit  111-10 

Proportion  of  Enterprises  Integrating  Operational  IT  Functions  into  Help  Desks 
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For  many  IT  help  desks,  service  levels  relate  purely  to  telephone  response 
times  and  abandon  rates.  Note  that  focusing  on  these  service  levels  will 
not  necessarily  improve  the  effectiveness  of  IT  help  desks.  For  example,  if 
a  help  desk  loses  one  agent,  response  times  and  abandon  rates  will 
temporarily  rise.  However,  customers  who  experience  long  response  times 
will  abandon  their  calls  and  attempt  to  contact  the  help  desk  less 
frequently.  Hence,  help  desk  managers  can  meet  required  response  times 
and  abandon  rates  over  time  by  providing  less  support.  The  number  of 
calls  received  by  a  help  desk  in  conjunction  with  abandon  rates  and 
response  times  offers  a  more  accurate  picture  of  help  desk  performance. 
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Although  response  times  and  abandon  rates  will  remain  as  important 
services  levels,  buyers  increasingly  view  help  desk  services  as  a 
component  of  a  larger  service  which  is  designed  to  meet  more  general 
service  levels. 

Indeed,  the  IT  help  desk  is  becoming  the  central  lynchpin  of  the 
enterprise  IT  infrastructure.  Buyers  must  identify  their  internal  IT 
operations  and  determine  where  value  can  be  added  by  integrating  these 
operations  with  IT  help  desks.  In  doing  so,  buyers  increasingly  seek 
service  levels  in  the  following  areas: 

•  The  amount  of  uptime  which  is  required  to  meet  business 
objectives. 

•  Maximum  problem  resolution  times  which  are  required  to  meet 
business  objectives. 

•  The  number  of  calls  received  by  the  help  desk. 

Meeting  these  service  levels  will  offer  a  more  accurate  reflection  of  the 
contribution  of  help  desk  services  to  large  organizations.  Importantly, 
buyers  recognize  the  value  of  each  of  these  service  levels  and  are  usually 
willing  to  pay  for  enhancements  to  these  service  levels.  For  example, 
many  buyers  will  pay  disproportionately  more  if  suppliers  can  offer  to: 

•  Respond  to  95%  of  calls  within  10  seconds  instead  of  responding  to 
90%  of  calls  within  15  seconds. 

•  Resolve  85%  of  problems  within  5  minutes  instead  of  resolving  80% 
of  calls  within  7  minutes. 

Furthermore,  these  service  levels  are  increasingly  seen  as  part  of  an 
overall  availability  guarantee.  Buyers  who  depend  on  IT  to  support 
mission  critical  business  processes  are  seeking  suppliers  who  can 
guarantee  that,  they  will  experience  less  than  5  hours  downtimes  per 
annum.  Tightening  service  levels,  which  relate  specifically  to  the  IT  help 
desk  is  one  way  of  increasing  guaranteed  levels  of  availability. 

The  Internet  can  now  be  used  to  complement  help  desks  by  offering  users 
an  alternative  channel  for  problem  resolution.  Increasingly,  the  Internet 
is  being  used  as  a  means  of  reducing  call  volume  to  first  line  help  desks, 
hence  enabling  help  desk  support  to  be  offered  more  cost  effectively.  For 
example  solutions  to  all  problems  which  have  been  resolved  by  help  desks 
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Exhibit  111-11 


can  be  made  available  on  a  Web  site.  If  buyers  find  solutions  to  their 
problems  in  such  repositories,  the  cost  of  their  support  w^ill  fall. 

Indeed,  40%  of  enterprises  with  revenues  in  excess  of  $100  million  use  the 
Internet  as  a  means  of  reducing  call  volume. 

INPUT  asked  buyers  of  help  desk  services  to  indicate  on  a  scale  of  1  to  5 
(where  1  =  very  low  and  5  =  very  high)  the  extent  to  which  they  believe 
that  the  Internet  v^ll  support  their  help  desks  in  2000.  Three  quarters  of 
respondents  believe  that  the  Internet  v^ll  support  their  help  desks  to  a 
significant  extent  (see  Exhibit  III-ll).  Hence  buyers  of  help  desk  services 
must  consider  using  the  Internet  to  complement  their  help  desks  and,  if 
so,  the  functionality  which  it  will  offer. 
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Industry  and  Competition 


The  rapid  growth  of  the  help  desk  services  market  is  attracting  many 
different  types  of  help  desk  services  suppliers.  Systems  vendors,  third 
party  maintainers  (TPMs),  outsourcing  firms  and  professional  services 
vendors  are  all  aggressively  growing  their  help  desk  services  revenues. 

Help  desk  services  are  rarely  sold  in  isolation.  Typically,  they  are  sold  as 
part  of  a  larger  contract  by  suppliers  with  whom  buyers  have  an  existing 
relationship. 

The  IT  Customer  Services  divisions  of  large  systems  vendors  and  TPMs 
typically  sell  help  desk  services  as  value  added  services  to  augment  an 
existing  service  offering  which  is  often  an  equipment  maintenance 
contract. 

Professional  services  vendors  and  outsourcers  often  sell  help  desk  services 
as  part  of  an  overall  IT  outsourcing  deal. 
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Exhibit  rV-1  illustrates  the  proportion  of  the  help  desk  services  market 
which  can  be  attributed  to  each  major  vendor  type. 


Exhibit  IV-1 

Help  Desk  Services  Vendors 


TPM/Reseller 
15% 


Professional 
Services/Outsoucing 

Vendors 
25% 


Systems  Vendor 
35% 


Sample:  90 

Source:  INPUT 


The  supplier  profile  can  be  interpreted  as  follows: 

•  Systems  vendors  such  as  IBM,  Digital  and  HP  currently  have  the 
largest  share  of  the  IT  help  desk  services  market.  Over  the  past  few 
years,  these  vendors  have  focused  strongly  on  the  provision  of  help 
desk  services.  The  typically  offer  the  full  lifecycle  of  help  desk 
services  from  help  desk  planning  and  design  to  operating  entire 
help  desk  infrastructures.  These  vendors  can  expect  continued 
success  as  buyers  increasingly  seek  their  broad  technical  skill  sets. 
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•  Professional  services  and  outsourcing  vendors  such  as  EDS  and 
CSC  have  the  second  largest  share  of  this  market.  These  vendors 
traditionally  focused  on  mainframe  services  but  over  the  past  few^ 
years  have  view^ed  the  provision  of  help  desk  services  as  a  key  to 
generating  business  in  the  distributed  IT  environments.  Buyers 
typically  expect  these  vendors  to  have  a  close  understanding  of 
their  business  processes.  As  help  desk  processes  become  more 
important,  these  vendors  will  enjoy  greater  success. 

•  TPMs  and  resellers  such  as  Vanstar,  Entex,  Stream  International 
and  Decision  One  are  making  significant  headway  in  the  help  desk 
services  market.  Such  vendors  focus  strongly  on  support  services 
and  can  often  reduce  the  costs  of  help  desk  services  through 
economies  of  scale,  which  they  enjoy.   

•  Independent  software  vendors  (ISVs)  such  as  Remedy,  Scopus, 
Clarify,  Vantive  and  Inference.  These  vendors  are  usually  help  desk 
software  vendors.  Typically,  they  do  not  offer  help  desk  operational 
services.  However,  they  do  provide  planning  and  design, 
implementation  and  installation,  and  support  services  centered 
around  their  help  desk  software  products. 

•  Other  vendors  include  telecommunications  vendors  and  large 
conglomerates  such  as  GE  Capital.  Many  of  these  vendors  view  help 
desk  services  as  a  profitable  means  of  augmenting  many  of  their 
existing  services. 
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Exhibit  VI-2  shows  the  relative  capabihties  of  various  types  of  vendor  by 
service  type. 


Exhibit  VI-2 

Relative  Strengths  of  Help  Desk  Service  Suppliers 
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As  IT  help  desks  are  increasingly  seen  as  the  lynchpin  of  enterprise  IT 
infrastructures,  buyers  will  increasingly  'shop  around'  for  help  desk 
services  which  meet  their  needs  most  closely. 

INPUT  asked  help  desk  services  buyers  to  indicate  on  a  scale  of  1  to  5 
(where  1  =  very  low  and  5  =  very  high)  their  perceptions  of  the  help  desk 
services  capabilities  of  several  major  help  desk  services  vendors.  A  score 
of  3  is  taken  to  represent  medium  capability;  awareness  of  a  vendor's  help 
desk  activities  by  20%  of  help  desk  services  buyers  represents  medium 
awareness. 
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Exhibit  IV-3  illustrates  buyer  perceptions  of  major  help  desk  services 
vendors. 


Exhibit  IV-3 


Buyer  Perceptions  of  Help  Desk  Services  Vendors 


Perceived 
Competence 


High  i 


IVIedium 


Low 


Low 


Digite[ 
Unisys^ 


Medium 


Market 
Visibility 

High 
Source:  INPUT 


Where  buyers  are  aware  of  the  help  desk  services  capabilities  of  a  vendor, 
their  perceptions  of  that  vendor's  capabilities  are  at  least  reasonably  high. 

The  largest  systems  vendors  in  the  US,  IBM  and  HP  are  well  placed;  they 
have  high  market  visibility  and  buyers  perceive  them  to  be  highly  capable 
help  desk  services  vendors.  EDS  is  perceived  to  be  highly  capable,  though 
its  visibility  in  this  marketplace  is  only  modest. 

The  importance  of  packaged  help  desk  software  products  has  grown 
significantly  over  the  past  few  years.  Until  recently  help  desk  software 
tended  to  be  customized  in-house  by  large  enterprises.  Now,  a  large 
number  of  help  desk  software  specialists  can  offer  packaged  solutions 
with  extensive  functionality. 
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This  market  is  currently  one  of  the  most  dynamic  in  the  software  world 
and  has  been  characterized  by  intense  acquisitive  activity  recently.  For 
example,  recently: 

•  Network  Associates  acquired  Magic  Solutions. 

•  IBM  acquired  Software  Artistry. 

•  Siebel  acquired  Scopus. 

•  Astea  acquired  Bendata. 

The  help  desk  software  product  is  becoming  key  to  help  desk  services 
solutions.  Buyers  are  increasingly  becoming  aware  of  the  characteristics 
of  the  various  products  on  the  market  and  often  insist  that  there  help 
desk  services  suppliers  use  a  favored  product.  Help  desk  services 
suppliers  are  forming  close  alliances  with  help  desk  software  vendors  and 
many  show  a  preference  for  a  particular  product.  For  example  Digital 
prefers  to  use  Clarify  software  in  its  help  desk  solutions  whereas  IBM 
prefers  to  use  Software  Artistry  software. 

The  market  for  help  desk  software  is  relatively  fragmented;  so  few  buyers 
are  aware  of  more  than  three  or  four  help  desk  software  vendors. 

INPUT  asked  help  desk  services  buyers  to  indicate  on  a  scale  of  1  to  5 
(where  1  =  very  low  and  5  =  very  high)  their  perceptions  of  the  capabilities 
of  help  desk  software  from  several  vendors. 

If  15%  of  buyers  were  aware  of  help  desk  software  vendor,  it  was 
considered  to  indicate  medium  visibility  of  the  vendor  in  question. 
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Exhibit  IV-4 


Exhibit  IV-4  illustrates  buyer  perceptions  of  several  major  help  desk 
software  vendors. 


Buyer  Perceptions  of  Help  Desk  Software  Vendors 


Perceived 
Capability 


High 


Medium 


Low 


Low 


Medium 


Market 
Visibility 


High 
Source:  INPUT 


Bendata  and  Microsoft  have  the  highest  visibility  in  the  help  desk 
software  product  industry.  However,  IBM  its  newly  acquired  subsidiary 
Software  Artistry  and  perceived  by  buyers  to  be  the  most  capable  help 
desk  software  suppliers. 
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Buyer  Attitudes 


INPUT  asked  help  desk  services  buyers  to  indicate  the  importance  of  a 
number  of  selection  criteria  when  choosing  a  help  desk  services  vendor. 

Perhaps  not  surprisingly,  staff  expertise  emerged  as  the  most  important 
selection  criterion  to  buyers  of  help  desk  services.  It  is  essential  that 
suppliers  can  offer  the  depth  and  breadth  of  product  expertise  that  match 
buyer  needs.  As  a  higher  proportion  of  products  used  by  enterprises  are 
packaged/shrink-wrapped,  buyers  will  increasingly  seek  suppliers  who 
employ  staff  with  the  necessary  certification  to  support  certain  products. 

Flexibility  is  also  a  very  important  selection  criterion.  Large  organizations 
increasingly  seek  suppliers  who  can  demonstrate  an  understanding  of 
their  customers'  unique  business  needs. 

The  location  of  help  desks  is  becoming  less  important  to  buyers  as  today's 
technology  allows  many  services  to  be  delivered  remotely  and  local  site 
visits  to  be  invoked  remotely.  Unlike  Europe,  multilingual  capabilities 
have  very  little  importance  to  US  buyers. 
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Exhibit  V-1 


Exhibit  V-1  lists  the  importance  of  a  number  of  selection  criteria  to  buyers 
when  choosing  a  help  desk  services  vendor. 

Importance  of  Selection  Criteria  to  Buyers 


staff  Expertise 
Flexibility 
Annual  Cost 
Cost  per  Incident 
Ability  to  Offer  24x7  Cover 

Ability  to  Integrate  Help  Desk  with  Internet 

Ability  to  Integrate  Help  Desk  with  Other  IT 
Operations 

Help  Desk  Location 
Multilingual  Capabilities 


Sample:90 


Low 


1.8 


4.1 


4.0 


4.3 


3.5 


3.4 


3.1 


2.6 


Importance 


4.6 


4  5 

Hich 


Source:  INPUT 
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Exhibits  V-2  to  V-4  list  the  importance  of  a  number  of  selection  criteria  to 
buyers  from  the  finance,  retail  and  manufacturing  sectors  when  choosing 
a  help  desk  services  vendor. 


Exhibit  V-2 


Importance  of  Selection  Criteria  to  Buyers  in  the  Finance  Sector 


staff  Expertise 
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Annual  Cost 


Cost  per  Incident 
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Help  Desk  Location 
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3.7 
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3.3 
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1.6 
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Sample:30 


H 

5 
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Exhibit  V-3 


Importance  of  Selection  Criteria  to  Buyers  in  the  Retail  Sector 


Staff  Expertise 


Ability  to  Integrate  Help  Desk  with 
Internet 


Flexibility 


Annual  Cost 


Cost  per  Incident 


Ability  to  Offer  24x7  Cover 


Abilityto  Integrate  Help  Desk  with 
Other  IT  Operations 


Help  Desk  Location 
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Exhibit  V-4 


Importance  of  Selection  Criteria  to  Buyers  in  the  Manufacturing  Sector 


staff  Expertise 
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Cost  per  Incident 


Flexibility 


Ability  to  Offer  24x7  Cover 


Ability  to  Integrate  Help  Desk  with 
Internet 


Ability  to  Integrate  Help  Desk  with 
Other  IT  Operations 


Help  Desk  Location 


Multilingual  Capabilities 


4.7 


4.2 


4.1 


3.9 


3.6 


J  3.0 


3.0 


2.8 


2.0 


1 

Low 


5 

Hiah 


Sample:30 


Importance 
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Staff  expertise  is  considered  to  be  important  across  all  major  vertical 
markets.  In  fact,  selection  criteria  do  not  vary  significantly  across 
different  industries.  Buyers  vdthin  the  manufacturing  sector  tend  to  focus 
more  on  cost  as  a  selection  criterion  than  those  in  other  major  vertical 
markets. 


Not  surprisingly,  buyers  consider  the  operation  of  their  help  desks  to  be 
the  most  important  element  of  the  lifecycle  of  help  desk  services.  All  other 
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areas  of  help  desk  services  are  considered  to  be  less  important  by  most 
buyers. 

However,  buyer  satisfaction  is  relatively  low  for  planning  and  design 
services,  implementation  and  installation  services  and  help  desk 
hardware  and  software  support  services. 

Interestingly,  satisfaction  is  higher  for  help  desk  operational  services. 
This  can  be  explained  by  the  fact  that  buyers  of  help  desk  operational 
services  tend  to  be  more  dependent  on  shrink  wrapped  products  than 
those  who  purchase  the  other  types  of  help  desk  services  in  isolation. 
Many  manufacturers  of  shrink-wrapped  products  have  introduced 
accreditation  schemes  which  are  designed  to  ensure  that  the  standard  of 
help  desk  support  for  their  products  is  high  when  delivered  by  third 
parties.  It  seems  that  by  ensuring  that  help  desk  services  providers  have 
accreditation  for  the  products  to  be  supported,  high  satisfaction  levels  are 
likely. 

Exhibit  V-5  shows  the  levels  of  satisfaction  and  importance  which  buyers 
attributed  to  each  of  the  four  elements  of  the  help  desk  services  lifecycle. 


Exhibit  V-5 

Attitudes  Toward  Help  Desk  Lifecycle  Services 


Issue 

Importance 
Rating 

Satisfaction 
Rating 

Difference 

Help  Desk  Operations 

4.8 

4.0 

0.8 

Help  Desk  Implementation  &  Installation 

4.4 

3.5 

1.0 

Help  Desk  Support 

4.1 

3.4 

0.7 

Help  Desk  Planning  &  Design 

3.7 

3.4 

0.4 

Source:  INPUT 


INPUT  research  reveals  that  product  specific  expertise  combined  with 
broad  technical  coverage  are  the  most  important  attributes  of  help  desk 
services.  Furthermore,  satisfaction  levels  are  low  relative  to  importance 
ratings  for  these  two  attributes.  Hence,  suppliers  must  have  the  necessary 
depth  of  knowledge  in  products  to  be  supported  as  well  as  the  breadth  of 
expertise  to  cover  the  many  products  that  make  up  the  (typically 
multi vendor)  buyer  IT  environments. 
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In  addition  to  determining  the  depth  and  breadth  of  the  technical 
coverage  required,  vendors  must  also  ensure  that  they  can  offer  broad 
coverage  in  terms  of  time  and  geography.  For  many  of  today's  large 
enterprises,  it  is  important  that  a  consistent  service  is  delivered  to  all 
business  units,  many  of  which  are  located  in  different  geographies. 
Additionally,  the  ability  of  suppliers  to  offer  help  desk  support  24  hours 
per  day,  7  days  a  week  is  becoming  essential  as  an  increasing  proportion 
of  mission  critical  business  activities  are  underpinned  by  IT. 

Few  organizations  ascertain  the  true  costs  of  their  support  infrastructures 
in  terms  of  lost  productivity  and  other  hidden  costs  so  external  help  desk 
services  costs  are  often  perceived  to  be  high.  Hence,  many  buyers  are  not 
yet  fully  satisfied  with  the  ability  of  externally  purchased  help  desk 
services  to  lower  overall  help  desk  costs.  This  will  change  as  buyers 
increasingly  recognize  the  benefits  which  enterprise  help  desks  can  offer 
to  businesses. 

Exhibit  V-6  illustrates  buyer  satisfaction  with  a  number  of  help  desk 
services  characteristics. 


Exhibit  V-6 


Buyer  Satisfaction  with  Help  Desk  Services  Characteristics 
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Exhibit  V-7  illustrates  importance  levels  which  buyers  attribute  to  a 
number  of  IT  help  desk  services  characteristics. 


Exhibit  V-7 


Importance  of  Help  Desk  Services  Characteristics 
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Buyers  in  the  financial  services  sector  place  the  highest  degree  of 
importance  on  most  help  desk  services  characteristics.  This  is  not 
surprising,  given  that  buyers  in  the  financial  services  sector  tend  to 
demand  the  highest  service  levels. 

In  the  retail  sector,  product  specific  expertise,  problem  resolution  times, 
and  the  achievement  of  service  levels  are  very  important. 


52 


©  1998  by  INPUT.  Reproduclion  Prohibited. 


SC18U 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S. 


INPUT 


However,  in  the  manufacturing  sector,  the  importance  of  most  help  desk 
service  characteristics  is  relatively  low^.  This  can  be  explained  by  the 
relatively  lov^  propensity  for  buyers  vdthin  the  manufacturing  sector  to 
purchase  help  desk  services  and  the  relatively  low  importance  placed  on 
IT  help  desks  within  this  sector. 

Exhibits  V-8  to  V-10  show  importance  levels  which  are  attributed  to 
service  characteristics  by  buyers  from  the  financial  services, 
manufacturing  and  retail  sectors. 


Exhibit  V-8 


Importance  of  Help  Desk  Services  Characteristics  to  Buyers  in  the 

Financial  Services  Sector 
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Exhibit  V-9 


Importance  of  Help  Desk  Services  Characteristics  to  Buyers  in  the 

Manufacturing  Sector 
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Exhibit  V-10 


Importance  of  Help  Desk  Services  Characteristics  to  Buyers  in  the  Retail  Sector 
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Of  those  buyers  who  purchase  first  Hne  help  desk  services,  INPUT 
research  reveals  that  satisfaction  levels  are  high. 


SC18U 


©1998  by  INPUT.  Reproduction  Prohibited. 


55 


EVALUATION  OF  HELP  DESK  SERVICES  IN  THE  U.S. 


INPUT 


Buyer  satisfaction  is  also  high  for  second  and  third  line  help  desk 
operations  which  are  purchased  externally.  However,  satisfaction  for  more 
limited  services  such  as  product  specific  support  is  lower.  This  can  be 
explained  by  the  fact  that  buyers  who  subcontract  first  line  help  desk 
operations  typically  subcontract  the  entire  help  desk  function.  If  a  vendor 
is  managing  the  entire  help  desk  function,  there  will  usually  be  fewer 
problems  with  integrating  different  help  desk  activities.  Additionally,  it  is 
likely  that  most  of  these  buyers  have  IT  environments  which  largely 
comprise  of  packaged  IT  products. 

Exhibit  V-11  illustrates  satisfaction  and  importance  levels  attributed  by 
buyers  to  help  desk  operations. 


Exhibit  V-11 

Attitudes  Toward  Help  Desk  Operations 
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4.8 

4.0 

0.8 

2"^^  Line  Support 

4.7 

3.8 

0.9 

Product  Specific  Support 

3.9 

3.4 

0.5 

3'^'^  Line  Support 

3.6 

3.4 

0.2 

Source:  INPUT 


As  an  increasing  proportion  of  buyers  subcontract  all  help  desk  operations 
to  external  suppliers,  satisfaction  levels  with  second  and  third  line  help 
desk  support  will  rise. 
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Questionnaire 


This  survey  is  designed  to  determine  your  satisfaction  with,  and 
improvements  you  would  Hke  in  the  provision  of  help  desk  services. 

Help  desk  services  include  the  planning  and  design  of  help  desks,  helpdesk 
implementation  and  integration,  the  support  of  help  desk  software  and 
hardware  and  help  desk  operations. 

However,  this  survey  focuses  on  help  desk  operational  services.  INPUT 
defines  helpdesk  operations  as  services  which  seek  to  support  enterprise  IT 
environments  by  offering  users  an  interface  for  the  resolution  and 
management  of  problems.  Activities  include  the  provision  of  first,  second 
and  third  line  support,  additional  capacity  at  times  of  high  usage,  product 
specific  support,  platform  specific  support  and  the  provision  of  all  helpdesk 
operations  by  an  external  vendor. 

First  line  support  relates  to  the  first  contact  with  a  help  desk.  Most 
problems  are  resolved  at  this  point  and  the  support  analyst  can  typically 
resolve  it  without  additional  support.  If  a  problem  cannot  be  resolved  at  the 
first  line,  it  is  escalated  to  the  second  line.  Second  line  support  usually 
involves  specialist  help.  If  a  problem  cannot  be  resolved  at  the  second  line, 
it  is  escalated  to  the  third  line.  At  this  level  support  normally  involves 
changing  a  programme  or  altering  a  piece  of  equipment. 

You  will  be  provided  with  a  copy  of  the  results  of  this  survey. 
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A.  Current  Usage  of  Helpdesk  Services 

la.  Does  your  organisation  purchase  any  IT  helpdesk  operational  services 
from  an  external  vendor? 


If  no,  please  terminate  the  interview. 

lb.  Are  you  able  to  evaluate  the  use  of  IT  helpdesk  services  on  behalf  of 
your  organization.  If  not,  to  whom  should  I  speak?  (Close  the  interview  and 
contact  the  specified  person.) 


2.  How  many  IT  helpdesks  does  your  organization  use? 


3.  How  many  seats/end  users  do  your  IT  helpdesk(s)  support? 


4.  Which  IT  helpdesk  lifecycle  services  are  sourced  from  an  external  vendor 
(multiple  responses  are  acceptable)?  Additionally,  please  indicate  the 
likelihood  of  sourcing  these  services  from  external  vendors  in  2000   (1  = 
very  unlikely  5  =  very  likely) 


Planning  and  design  services     

Helpdesk  implementation  and  integration    

Helpdesk  maintenance  and  support     

5.  What  elements  of  your  IT  helpdesk  operations  are  sourced  from  (an) 
external  vendor(s) 


Yes 


No 


Y/N 


Likelihood  (1-5) 
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6.  Which  elements  of  your  IT  helpdesk  operations  are  sourced  from  an 
external  vendor  (multiple  responses  are  acceptable)?  Additionally,  please 
indicate  the  likelihood  of  sourcing  these  services  from  external  vendors  in 
2000  ( 1  =  very  unlikely  5  =  very  likely) 


1st  line  support   

2nd  line  support   

3rd  line  support   

Additional  capacity  at  times  of  high  usage  

Product  specific  support  (e.g.  all  support  for  SAP  R/3) 


All  support     

Platform  specific  support  (e.g.  all  support  relating  to  mainframe  platform) 


Other  (please  specify  ) 


7.  What  are  the  key  reasons  for  sourcing  IT  helpdesk  services  from  external 
vendors? 


B.  Current  Sourcing 

8.  Please  indicate  who  operates  each  of  the  following  helpdesk  operational 
activities?  Additionally,  please  indicate  your  level  of  satisfaction  with  the 
supplier  of  each  of  these  operational  activities. 


1^*  line  support 
2"^*^  line  support 
3^«^  line  support 

Off  hour  and  peak  season  support 
Product  specific  support 
All  support 

Platform  specific  support 


9.  Please  indicate  from  whom  you  purchased  your  helpdesk  software  and 
hardware,  who  provided  helpdesk  planning  and  design  services  and 


Y/N 


Likelihood  (1-5) 


Name  of  Supplier(s)  (if  external) 


Satisfaction  (1-5) 
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helpdesk  implementation  and  integration  services  and  who  supports  and 
maintains  your  helpdesk  installation.  Additionally,  please  indicate  your 
levels  of  satisfaction  with  the  provider(s)  of  each  service. 

Name  of  Supplier(s)  (if  external)  Satisfaction  (1-5) 

Supply  of  helpdesk  software  and  hardware 

Helpdesk  planning  &  design    

Helpdesk  implementation  &  integration 

Help  desk  support  and  maintenance 


10.  What  are  the  key  reasons  for  retaining  particular  IT  helpdesk  services 
in-house? 


11.  What  are  the  key  reasons  for  subcontracting  or  outsourcing  particular 
IT  helpdesk  services? 

C.  Current  Cost  of  Helpdesk  Services 

12a.  What  are  your  current  costs  per  annum  for  help  desk  services 


12b.  What  are  your  current  costs  per  incident/call  for  each  of  the  following 
types  of  help  desk  operations? 

Cost$ 

1st  line  support   

2nd  line  support   

3rd  line  support   

Product  specific  support  (e.g.  all  support  for  SAP  R/3)   

Off  hour  and  peak  season  support   

All  support   
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Platform  specific  support  (e.g.  all  support  relating  to  mainframe  platform) 
Other  (please  specify  )   


12c.  How  much  do/did  you  spend  on  the  following  types  of  IT  help  desk 
services? 

Cost  $ 

Product  supply  (helpdesk  hardware  and/or  helpdesk  software)   

Planning  and  design  services   

Helpdesk  implementation  and  integration   

Helpdesk  maintenance  and  support   

13.  Please  rate  on  a  scale  of  1  to  5  (1  =  low  and  5  high)  the  importance  of: 

Importance  (1-5) 

Improving  the  quality  of  helpdesk  services   

Reducing  the  cost  of  helpdesk  services   

Broadening  the  scope  of  helpdesk  services   

14a.  Do  you  believe  that  sourcing  IT  helpdesk  services  from  an  external 
vendor  reduces  the  cost  of  IT  helpdesk  services? 

Y/N 


14b.  If  so,  by  how  much 

Less  than  5% 
5%  to  10% 
10%  to  20% 
20%  to  30% 
30%  to  40% 
40%  to  50% 
More  than  50% 
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D.  Satisfaction  with  Helpdesk  Services 

15.  What  benefits  do  you  expect  to  derive  from  your  externally  purchased  IT 
helpdesk  operations?  Please  rate  on  a  scale  of  1  to  5  (1  being  lov^  and  5 
high)  the  importance  of  each  of  these  benefits  and  the  extent  to  v^hich  you 
currently  achieve  each  of  them. 

Importance  (1-5)       Satisfaction  (1-5) 

Low^er  problem  resolution  times     

Faster  response  times     

Service  24  hours/day,  7  days/w^eek     

Lower  helpdesk  costs     

Broad  geographic  coverage     

Broad  technical  coverage     

Proactivity     

Achievement  of  service  levels     

Product-specific  expertise     

16a.  Please  rate  on  a  scale  of  1  to  5  (1  being  lov^  and  5  high)  the  importance 
of  helpdesk  operations  to  your  organization  and  your  overall  satisfaction 
with  your  current  services.  Additionally,  please  indicate  how  important  you 
believe  helpdesk  operations  will  be  in  2000. 

Importance:   Satisfaction:  Importance  in  2000:  

16b.  Please  indicate  your  level  of  satisfaction  with  each  of  the  follovnng 
helpdesk  operations.  Additionally,  please  indicate  the  importance  which  you 
attribute  to  each  form  of  helpdesk  operation.  Note  that  1=  very  low  and  5  = 
very  high. 

Satisfaction  (1-5)        Importance  (1-5) 

1st  line  support     

2nd  line  support     

3rd  line  support     

Product  specific  support  (e.g.  all  support  for  SAP  R/3) 


Off  hour  and  peak  season  support 
All  support 
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Platform  specific  support  (e.g.  all  support  relating  to  mainframe  platform) 


Other  (please  specify  ) 


16c.  Please  indicate  your  level  of  satisfaction  with  each  of  the  following  IT 
helpdesk  lifecycle  services.  Additionally,  please  indicate  the  importance 
which  you  attribute  to  each  type  of  IT  helpdesk  service.  Note  that  1=  very 
low  and  5  =  very  high. 

Satisfaction  (1-5)        Importance  (1-5) 

Planning  and  design  services     

Helpdesk  implementation  and  integration 


Helpdesk  maintenance  and  support  

Helpdesk  operations   

Other  (please  specify  ) 


17.  With  which  aspects  of  your  IT  helpdesk  services  are  you  most  satisfied  ? 

18.  With  which  aspects  of  your  IT  helpdesk  services  are  you  most 
dissatisfied  ? 

19.  How  could  your  IT  helpdesk  service  provision  be  improved? 
E.  Use  of  Technology 

20.  What  helpdesk  software  product(s)  do  you  use?  Additionally,  please 
indicate  your  level  of  satisfaction  with  the  helpdesk  software  products 
which  you  use  (l=very  low,  5=very  high). 

Software  Product  Used  Satisfaction  (1-5) 
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21.  If  you  are  aware  of  the  following  helpdesk  software  products,  please 
indicate  your  perception  of  the  capability  of  each  vendor's  products  as 
helpdesk  software  products  (1=  very  low  capability  5=very  high  capability). 


Computer  Associates 
IBM 

Inference 
Magic  Solutions 
Microsoft 
Remedy 
Scopus 

Software  Artistry 

Utopia 

Vantive 


22.  What  IT  functions  are  integrated  with  your  helpdesk(s)  and  which  ones 
do  you  expect  to  integrate  by  2000 


LAN  Management 
Systems  Management 
Software  Licensing 
Software  Distribution 
Asset  Management 
Contract  Management 
Backup  Services 
Configuration  Management 


23.  Do  you  use  the  Internet  as  a  way  of  reducing  calls  to  your  helpdesk?  To 
what  extent  do  you  believe  that  the  Internet  will  be  used  to  support 
helpdesks  by  2000  (l=very  low,  5=very  high). 


Capability  (1-5) 


Bendata 
Clarify 


Integrated  (Y/N) 


Integrated  by  2000  (Y/N) 


Y/N 


Extent  (1-5) 
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F.  Vendor  Selection  and  Service  Bundling 

24.  Would  you  prefer  to  select  a  single  vendor  to  carry  out  all  of  your  IT 
helpdesk  operations  or  would  you  prefer  to  select  a  separate  vendor 
different  types  of  IT  helpdesk  operation?  If  single,  type  S,  if  multivendor, 
type  M. 

S/M 


25.. Please  indicate  whether  or  not  you  are  aware  of  the  following  vendors  as 
IT  helpdesk  operations  vendors.  If  you  are  aware  of  their  helpdesk 
operations  activities,  please  indicate  your  impression  of  their  IT  helpdesk 
operations  capabilities  (l=low  capability,  5=high  capability).  Please  rotate 

Aware  (Y/N)  Capability  (1-5) 

Amdahl     

CompuCom     

Decision  One     

Digital     

EDS     

H-P     

IBM     

ICLSorbus  .     

NCR     

Vanstar     

Wang     

Stream     

Unisys     
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26.  Please  rate  on  a  scale  of  1  to  5  (1  being  low  and  5  high)  the  importance 
of  each  of  the  following  criteria  in  selecting  an  IT  helpdesk  operations 
vendor? 

Importance  (1-5) 

Ability  to  offer  24x7  cover   

Multilingual  capabilities   

Price  per  incident   

Annual  cost   

Flexibility  to  meet  unique  requirements   

Helpdesk  location   

Staff  Expertise   

Ability  to  Integrate  helpdesk  with  other  IT  activities   

Ability  to  integration  helpdesk  with  the  Internet   

Other  (please  specify)    


Thank  you  for  your  time  and  consideration. 
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The  Customer  Services  Market 
Defined 


A  

INPUT'S  View  of  The  Customer  Services  Market 

input's  view  of  the  customer  services  market  is  illustrated  in  schematic 
form  in  Exhibit  D-1.  This  exhibit  illustrates  the  overall  structure  of  the 
hardware  products  or  equipment  market  for  systems,  and  the  relationship 
between  customer  services  and  the  other  segments  of  the  equipment 
market. 

Included  within  INPUT'S  definition  of  customer  services  are  six  service 
sectors: 

•  Equipment  maintenance 

•  Environmental  services 

•  Systems  software  support 

•  Education  and  training 

•  Professional  services 

•  Business  continuity  services. 

Excluded  from  INPUT'S  definition  of  the  customer  services  market,  as 
essentially  product  markets,  are: 

•  Sales  of  spare  parts 

•  Media  and  supplies  sales 

•  Hardware  product  sales  themselves. 
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Exhibit  B-1  indicates  the  principal  activities  undertaken  within  each  of 
the  six  service  sectors.  In  each  service  sector,  INPUT'S  definition  of  user 
expenditure  includes  only  those  services  provided  to  users  by  an  external 
organization  on  a  chargeable  basis.  Services  provided  by  subsidiaries  or 
internal  resources  are  considered  unavailable  for  open  tender.  They  are 
therefore  excluded  from  the  open  market  but  included  in  the  captive 
market  potential. 


Exhibit  B-1 


Customer  Services  Market  Structure 


Computer  Systems  B 
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I  
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Software  support  activities  that  are  included  in  the  customer  services 
market  are  those  activities  related  to  the  support  of  systems  software. 
Exhibit  B-2  illustrates  INPUT'S  definition  of  the  software  products 
market.  Aspects  of  software  support  included  in  the  customer  services 
market  are  restricted  to  those  areas  highlighted  in  the  exhibit  with  the 
rectangular  box.  They  relate  to  system  control  and  data  centre 
management  software  products. 
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Exhibit  B-2 


Software  Products  Market  Structure 
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B  

Customer  Services  Sectors 

Customer  services  sectors  are  defined  by  INPUT  as  follows: 

•  Equipment  maintenance:  the  repair  or  routine  preventive 
maintenance  of  computer  systems  hardware  or  hardware  components. 
Included  are  associated  support  activities  such  as  telephone  support, 
problem  analysis  and  remote  diagnostics.  Contracts  may  be  for  one  or 
more  years;  alternating  repairs  may  be  effected  on  an  ad  hoc  basis. 

•  Environmental  services  are  defined  as  all  planning  and 
implementation  services  which  affect  the  environments  in  which 
computer  platforms  are  expected  to  run.  For  these  purposes, 
environment  can  mean  any  of  the  following: 

•  The  computer  room  fixtures  and  fittings 

•  Cabling  between  computers  and  other  devices  in  a  system  or 
network 

•  Physical  environment,  such  as:  electrical  power,  air  conditioning, 
water  cooling,  smoke  or  fire  detection  equipments 

•  Network  attachments 

•  Buildings  in  which  computers  or  network  devices  or  terminals 
must  reside. 

Environmental  services  normally  involve  the  installation,  upgrade, 
repair  or  de-installation  of  some  piece  of  equipment,  but  may  be 
restricted  to  planning  only. 

•  Systems  software  service/support:  software  maintenance  activities 
that  relate  to  systems  software  (not  applications  software).  Included 
are  associated  support  activities  such  as  telephone  support,  problem 
analysis  and  software  diagnostics. 

•  Education  and  training:  all  education  and  training  expenditures  for 
IT  industry  applications  are  included  within  the  definition  of  customer 
services. 

•  Professional  services:  within  the  definition  of  customer  services, 
this  sector  of  the  market  refers  only  to  those  elements  of  professional 
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services  that  are  concerned  with  the  support  of  the  systems  platform 
or  network  and  its  operating  environment,  including  areas  such  as: 

•  Consultancy 

•  Network  Administration 

•  System  Software  Evaluation 

•  Problems  Management 

•  Project  Management 

•  Configuration  or  Capacity  Planning. 

To  distinguish  them  from  environmental  services,  these 
professional  services  are  normally  restricted  to  planning,  design  or 
management  services,  without  any  installation  of  platform  or 
ancillary  equipment.  It  is  important  to  acknowledge  that  these 
services  are  only  part  of  the  more  widely  defined  professional 
services  marketplace. 

•    Business  continuity  services  include  a  number  of  service  elements 
related  to  keeping  a  business  running  in  the  event  of  a  major  incident 
which  temporarily  puts  its  IT  platform  or  network  completely  out  of 
action.  They  include: 

•  Planning  for  such  a  contingency 

•  Disaster  Recovery  Services 

•  Back-up  services  for  magnetic  or  optical  media 

•  Restart  services,  covering  all  activities  which  contribute  to 
reinstating  on  a  permanent  basis  the  platform  or  network  which 
as  suffered  the  major  incident. 

These  services  can  be  sold  together  in  any  combination  or  as  free-standing 
services. 
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c  

Customer  Services  Vendors 

input's  definitions  of  the  three  primary  categories  of  customer  services 
vendor  are  as  follows: 

•  Equipment  vendors  are  defined  as  companies  that  manufacture 
computer  hardware/equipment  and  may  service  equipment 
manufactured  by  themselves  or  other  equipment  manufacturers 

•  Independent  maintenance  organisations  (IMOs)  are  defined  as 
companies  that  service  computer  equipment  and  are  independent  of 
the  manufacturer  or  agent  who  sold  the  equipment 

•  Dealers  and  distributors  are  defined  as  vendors  that  service 
equipment  that  is  sold  by  them,  either  as  an  agent  of  the  equipment 
manufacturer  or  as  a  value-added  reseller  (VAR). 
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Customer  Services  Revenue  Streams 


Exhibit  B-3 


Exhibit  B-3  provides  a  diagrammatic  representation  of  the  total  customer 
services  market.  This  model  indicates  the  captive  and  non-captive 
revenue  components  of  the  total  customer  services  market  and  the 
various  revenue  streams  that  combine  to  form  the  total  market. 
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User  expenditure  for  customer  services  forms  that  portion  of  the  market 
where  users  are  provided  with  vendor  services  for  which  they  pay 
separately.  This  portion  of  the  market  sub-divides  into  two  components: 

•  Customer  services  vendor  revenues.  This  portion  of  the  customer 
services  market  refers  to  vendors  for  whom  customer  services  revenues 
are  considered  to  be  a  primary  revenue  stream: 

•  Equipment  Vendors 

•  Independent  Maintenance  Companies 
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•  The  Dealer/Distributor  portion  of  the  indirect  equipment  resellers 
market. 

•  Non-customer  services  vendor  revenues  refer  to  user  expenditure, 
for  customer  services,  with  vendors  for  whom  customer  services 
revenues  are  not  considered  to  be  a  primary  stream.  This  portion  of  the 
market  results  from  the  following  activities: 

•  The  system  integration  (SI)  and  turnkey  systems  segments  of  the 
indirect  equipment  resellers  market.  In  a  minority  of  cases,  these 
vendors  provide  service  and  support  for  the  system  platform 

•  Software  and  services  vendors  whose  primary  source  of  revenue 
results  from  such  items  as  custom  software  development  will 
sometimes  also  provide  systems  support 

•  Non-industry  vendors  such  as  building/construction  companies  or 
specialist  product  and  building  services  companies  that  provide 
environmental  services.  Provision  of  these  services  is  a  secondary 
aspect  to  the  vendor's  main  line  of  business;  for  example,  a 
specialist  air  conditioning  company  might  service  many  industry 
sectors,  with  systems  for  a  whole  range  of  applications  besides 
computer  room  air-conditioning. 

The  captive  portion  of  the  customer  services  market  relates  to  the 
provision  of  services  for  which  the  user  does  not  pay  separately.  For 
example: 

•  Systems  software  support  charges  may  be  bundled  as  part  of  the 
software  license  fee  rather  than  paid  for  separately  by  the  user 

•  Users  who  wholly  or  partly  provide  their  own  customer  services  from 
the  use  of  in-house  resources.  In  this  case  the  charges  for  services  are 
accrued  as  an  in-house  cost  and  therefore  do  not  result  in  external 
expenditure. 
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